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Business Excellence Models (BEMs) are used by organisations to assess and improve 
their work practices and paformance. The authors' research identified that there are 
currently 94 national QuaIitylBnsiness Excellence (BE) Awards used in 83 
counmes. While the use of BEMs is widespread, it was identified that many 
organisations wanted guidance in terms of which improvement initiatives to 
implement to assist them on their BE journey. This paper discusses how the BEM 
can be used as an overarching framework for managing and/or aligning multiple 
improvement initiatives within the organisation. A new model is developed showing 
some of the main improvement initiatives that can be adopted towards achieving 
BE, which are arranged according to the common enahling criteria of BEMs and 
levels of BE maturity. This proposed model can be used as a pathway/mddmap to 
BE. In developing this model, a Literature review, a document review and several 
semi-sbuchlred interviews were conducted. Sixteen quality and BE experts were 
interviewed in New Zealand, Singapore, and Malaysia. 
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Introduction 
T o  be competitive in the twenty-first century, organisations need to improve continuously 
and perform to an excellent standard (Harrington, 1995). One of the ways to achieve excel- 
lence is by using Business Excellence Models (BEMs) (Dahlgaard-Park & Dahlgaard, 
2007; Mohammad, Mann, Grigg, & Wagner, 2009). There are numerous BEMs that can 
be  found in the literature, such as Peter's and Austin's (1985) excellence model, 
Kanji's (2001) BEM, and Dahlgaard's and Dahlgaard-Park's (2004) 4P excellence 
model. This article focuses on BEMs used within quality and BE award programmes, 
due to the validity and wide use of these models. This type of BEM includes the Baldrige 
Criteria for Performance Excellence (CPE) (National Institute of Standards and Techno- 
logy [NIST], 2010) and the European Foundation for Quality Management (EFQM) 
Excellence Model P Q M ,  2009). According to Grigg and Mann (2008a, p. 1176), various 
researchers have 'statistically tested and validated' the design, criteria, and items of the 
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Table 7. Continued. 
Initiatives (approaches, systems, or techniques) 
- - 
workplace andlor processes. '[It] can comprise members of a single department, be cross- 
functional, and include representatives of either or both customers and suppliers.. . Membership 
can be voluntary or mandatory' (Dale, Van der Wide, &Van 1wnarden,2007c, p. 515) 
Innovation Management: 'Managing how to create, exchange, evolve and apply innovative ideas to 
produce products and provide services for the success of an organisation' (BPIR, 2009) 
Knowledge Management: Method to 'acquire and share intellectual assets. It increases the generation 
of useful, actionable and meaningful information and seeks to increase both individual and team 
learning' (Rigby, 2007, p. 32) 
Leadership Development Programme: Programme to develop leaders, such as experience sharing, 
leadership training, and apprenticeship (NZAS, 2007; Sharp Healthcare, 2007) 
Lean: Im~rovement a~oroach that 'focuses on removine waste and imorovin~ flow' (Nave. 2002. 
. & - 
p. 75). 'It requires a very clear focus on the value element of all products and s e ~ c e s  and a 
thoroueh understandine of the detailed o~erations of the business nrocesses' (Bendell, 2005. 
p. 972) The example i f  tools and techniiues used are Kanban, value stream' Mapping, Takt 
Time. and visual control (Ricondo & Viles. 2005) 
~ a n a ~ i ; ~  by wa1king/Wandering Around (MBWAJ: 'Listening, empathising and staying in touch' 
with the stakeholders (e.n. customers. suodiers. and worldorce) and taldne, necessani action to 
improve the situations@eters & ~ u s t i n . 5 8 5 ,  p. 7) 
- 
Market Research: '[Helps] to ensure that there will be a demand for the productisenrice and that the 
requirements of the customer will be met' (Mann & Kehoe, 1994, p. 55). It can include 
experiments, surveys, product tests, advertising tests, promotion tests, motivational research, 
strategy research, customer-satisfaction monitoring and many other techniques (BPIR, 2009) 
Mission and Vision Statements: 'Brief statements ofthe purpose and vision of an organisation, with 
the intention of keeping employees aware of the organisation's direction' (COER. 2008, p. 40) 
OHSMS: 'Helps to ensure the well being of staff and to comply with govemmentregnlations' (BPIR, 
2009). Examples are: develop health and safety policy, compliance to OHSAS18000, briefing, 
campaign, Health and Safety Committee, and Emergency Response Team 
Organisational Governance: Involves 'accountability for management's actions . . . transparency in 
operations.. . independence in internal and external audits.. .protection of stakeholder and 
stockholder interests' (MST. 2010. D. 8) 
. A  . 
P e r f o m c e  ~anngement:  systematic approach directed towards orgmisational perfornance 
improvement through the alignment of individual performance with organisational goals . . . align 
an employee's individual goals with the organisation's objectives, mission, and vision . . . require 
the development of sonnd job descriptions, clear accountabilities, and growing employee 
competency levels' (Crawford, 2007, p. 1). Examples of techniques used arc 3M)-degree feedback, 
continuous feedback and online evaluation (Crawford, 2007) 
QMS: '[A] management system to direct and control an organisation with regard to quality' 
(International Organization for Standardization (ISO), 2000, p. 22). It includes a quality policy, 
- .  
quality manual, quality objectives, procedures, records andlor compliance to quality standard;, 
such as IS09000, ISOrrS 16949, IS0  13485, and ISO/TS 29001 (Goetsch &Davis, 2006) 
Rewardr and Recognition System: Formal system to recognise achievements of individual, group, 
unit and organisation (Mann & Kehoe, 1994) 
Risk Management (Crisis ManagementJ: 'Process whereby organisations methodically adddrss the 
risks attaching to their activities with the goal of achieving sustained benefit within each activity 
and across the portfolio of all activities' (Institute of Risk Management W ] ,  Association of 
Insurance and Risk Managers [A!RMIC], & National Forum for Risk Management in the Public 
Sector [ALARM], 2002, p. 2) 
SelflAssessmnt based on BEM: 'A comprehensive, systematic and regular review of an 
organisation's activities and results referenced against the [BEM, such as Baldrige CPE 
Excellence and EFQM Excellence Award]' (EFQM, 2003, p. 9) 
Service Level Agreemenr (SL4): 'A perfor~~lance agreement (contract) between a service or product 
provider and a customer.. . The contract specifies the terns of the supplier's responsibility to the 
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